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	The explosion of information and “ease” of sharing information electronically has sparked an increase in information that libraries need to share internally, with partners, and customers in order to effectively provide the services desired.  This is increasingly important as the more successful organizations understand the need to support collaborative environments whether within library staff teams, with other groups that help provide service, and with customers.  Web 2.0 tools can help with this issue but these tools are seriously under-utilized and libraries must look to improve their use of these tools.  However, even full utilization of the individual tools may not be feasible due to the amount of staff development needed at a pace to keep up with many customers.  A next generation tool is needed that integrates a variety of elements that current tools support.  This tool can help people focus their time on sharing of information and collaboration versus spending time on the tools themselves. 
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The Information Management Challenge

	The explosion of information and “ease” of sharing information electronically has sparked an increase in information that libraries need to share internally, with partners, and customers in order to effectively provide the services desired.  This is increasingly important as the more successful organizations understand the need to support collaborative environments whether within library staff teams, with other groups that help provide service, and with customers.  Web 2.0 tools can help with this issue but these tools are seriously under-utilized and libraries must look to improve their use of these tools.  However, even full utilization of the individual tools may not be feasible due to the amount of staff development needed at a pace to keep up with many customers.  A next generation tool is needed that integrates a variety of elements that current tools support.  This tool can help people focus their time on sharing of information and collaboration versus spending time on the tools themselves. 

University of Kansas Libraries group environment

	The University of Kansas Libraries Resource Sharing Unit might be a typical example of many academic libraries interlibrary loan operations.  There are many groups of people that play vital roles in providing direct service to customers or to supporting those that do.  Groups internal to the University of Kansas Libraries include the interlibrary loan team, staff in other units who help with resource sharing services, technical support staff, and others in the Library interested in these services.  This university library participates in two key consortiums for resource sharing: Rapid, and the Greater Western Library Alliance (GWLA).  Additional important groups include the state of Kansas Regents Universities’ libraries, the state of Kansas, and occasional project based groups that could include individuals from around the world.  All of these groups have information and ideas to share within individual teams or groups, with other groups as well as with customers but there is limited use of Web 2.0 tools.
	Customers of the University of Kansas Libraries range from individuals at the University, identifiable groups such as undergraduate students, graduate students, and faculty and staff within our University.  In addition, there are customers around the world that are provided service through their local libraries via interlibrary loan.  These customers need information as well as the ability to easily interact with staff to form the basis of outstanding collaboration.  Senge notes that “Learning communities are most evident when people are openly discussing real problems and asking for help, and they grow as people offer help simply because they want to.” (Senge, p. 49)  This philosophy illustrates the need for the next generation system to support development of a “community” between library staff, their partners, and customers for a truly collaborative environment to grow together. However, this community has many factors which can influence how well it will work.
	
Elements to an efficient system 
	A basic element is the ability to easily understand policies, expectations, norms, and guidelines within a group as well as commitments with other groups and to customers.    The University of Kansas Libraries Monograph Cataloging and Authorities Unit utilizes a wiki (1) to share information within their team as well as other library staff on a library intranet website.  This easy to use tool by staff provides for easy presentation of unit procedures for assisting with work.  The Greater Western Library Alliance uses Basecamp (2) software to share documents related to expectations, meeting notes, and other important documentation within the consortium.  Both tools allow for information to be shared and commented on within specific groups. 
These tools can include images but are more centered on the provision of text-based information. Libraries should broaden their range of communication methods within teams, groups, and with customers.  Some libraries are doing that through use of videos since more people are visual based learners. The University of South Florida utilizes a youtube channel (3) that provides a range of videos from how-to videos to a promotional video for the library.  The University of Arizona provides a more extensive range of videos including campus life that helps others to begin to understand aspects of the local culture.
Providing a forum for people to share ideas and build upon information provided is another element that the use of the Internet has facilitated.  This can be a very good tool although how well the information is organized and presented will impact use.  The long standing most definitive source for interlibrary loan information in North America is the ILL-L listserv. This listserv has anywhere from 20 to 80 or more posts in a day ranging from simple “I need this” to posts that generate excellent threaded discussions. However, email is cumbersome to look at in an organizational sense and difficult to review days later.  Mary Hollerich and Linda Frederiksen created the SHARE-ILL wiki(4) in 2007.  This wiki presents an organized attempt to facilitate sharing of information around useful categories such as “Codes and guidelines”, and “Copyright and licensing”.  A person can easily keep up with what others have posted within these categories and provide additional context leading to knowledge being shared with everyone.  
Other web elements in the business world have had heavy use and must be included in the Library environment. Most people are aware of how Amazon is impacting the world through customer reviews, and more.  This empowerment of people to share with each other is an excellent example of a company providing some direct service information and then the structure that facilitates expansion of knowledge through customers interacting with each other.  Some libraries have begun to offer this through their catalogs.
 Another tool that is very useful is del.icio.us.  This tool facilitates sharing of website bookmarks and allows someone to access her bookmarks from any computer.  The University of Georgia Cataloging Department (5) shares bookmarks to tools with each other that will help them complete their work.  This information can also be seen by other libraries to help them as well.  The University of Michigan Health Sciences Libraries (6) provides suggested websites to customers through their del.icio.us bookmarks.  These types of tools exemplify ways in which teams, the broader community, and customers can easily share ideas.
Providing information or facilitating some exchanges of information between customers is not enough to be successful.  Libraries should implement the tools necessary to allow customers to easily interact with library staff. Valdosta State University Library (7) uses Pidgin at their Reference desk which supports a range of Instant Message (IM) systems in use by their customers.  This makes it easy for customers to contact them in the customers’ preferred method which increases the chances customers will want to interact with the library.  Kennesaw State University Interlibrary Loan has taken this a step further and placed an easy to use live chat application on their interlibrary loan Facebook (8) page.  This further inserts the library into online locations where more of their customers are working resulting in greater chances of customers wanting to interact with them.  One librarian at the University of Kansas Libraries directs students in her instruction sessions to her Facebook page.  This has dramatically increased her interactions with students compared to regular email.  One reason for the improved connections between librarians and customers must be through the increased understanding of each other which social networking sites like Facebook helps with.
General interaction between people is important and enhances how teams and customers work. However, the fact assessment is vital and many times a missing element in a library today is inexcusable due to the tools available for use. Assessment within a team, between teams, and with customers is vital to the way any library plans to work.  This should include direct feedback by customers, both internal and external; in such a way as to inform teams in a timely manner how well they are doing relative to established benchmarks as well as enabling new ideas to be generated.  Comments supported and managed should include “on the fly” as well as more formal assessments where data can be mined for deeper analysis.  The University of Kansas Libraries currently uses Libstats to input questions asked at the reference desk.  Capturing this information facilitates providing feedback to librarians on interactions as well as aggregated data that can be analyzed for trends or additional work needed. However, this software does not interact with other tools.
Gibbons notes that “Our role as translators requires us to meet undergraduate students where they are, mentally, physically, and virtually, and help them to where the faculty reside.” (Gibbons p. 11).  The reality is that most students are interacting within social networking sites like Facebook.  Libraries must help staff understand what these tools can do and how to utilize them.  Gibbons challenge goes further and helps to provide another type of service that libraries can look to build upon.  Most libraries have a range of customers and can play that vital role of bridging the customers together to help with the community.  This illustrates well how a tool like Facebook can help build that understanding within teams and with customers; especially those not physically located in the same area.  Libraries can facilitate that interaction even while providing traditional library instruction such as verifying authenticity of a data source.
This improved understanding of each other is vital to success.  David completed a study where he observed that some global project teams had successful relationships through “development of an interpersonal and collective (vs intergroup) orientation towards each other.” (David p. 49)  Teams must understand each other better and this is easier for teams that are physically located together. It is more challenging for teams that work geographically apart. So implementation of social settings like Facebook can cut down those distances and improve understandings.  Some interlibrary loan operations have historically participated in globally interlibrary loan but there are sometimes miss-understandings that lead to inefficiencies that are likely due to various factors such as cultural misunderstandings and lack of understanding and expectations of how service is provided.
Many companies in the global marketplace and a growing number of libraries understand the need to work on an international scale.  David talks about companies “pursuing a dual strategy of improving the communication infrastructure … coupled with cultural trainings.” (David p. 25)  This same logic should apply to libraries.  As the Internet makes it even easier to interact globally, libraries also need to better understand who we are working with both as partners and with customers.  Social networking sites like Facebook can help. In addition, simple acts of sharing photos through a photo sharing site like Flickr can lead to improved understanding or at least provide some questions that global teams or inter-teams can use to start to understand each other.  Lester Public Library Flickr(9) site has images that help tell the story of what they are, help patrons share ideas with each other, and share ideas between librarians.
This understanding of each other is still not enough to truly be the most successful.  Teams that work together along with the customers they serve need to establish a global sense of community.  Social sites like Facebook and Flickr can help with some understanding but enhanced tools are needed to pull together a shared purpose.  David notes that “For a global organization to establish a ‘flat’, integrated and collaborative workforce, they need to establish a collective orientation based on reciprocal relationships developed through joint work.” (David p. 53).  These tools can supplement but do not include the functions that facilitate joint work and collective orientations.
These understandings will produce hit and miss results unless global teams and teams that need to work together have a foundation of trust between them.  Ardichvili discussed that we need to “build interpersonal knowledge-based trust, it is advisable to supplement online community interactions with teleconferences and some face-to-face meetings” (Ardichvili p. 551) Social networking tools can help. However, a tool that lets people focus on interacting together versus spending time managing a system is needed.
	An example of a Web 2.0 technology that is supporting a variety of needs is SecondLife.  This virtual world allows people to come together from around the world to begin to understand each other; or at least what they represent as themselves in this virtual world.  The State Library of Kansas (10) provides a variety of information for those interested in Kansas as well as their services ranging from reading about famous Kansas books, to more services they can provide. In addition, Second Life is sometimes used for virtual staff meetings.  SecondLife includes more functional elements than most systems to support enhanced interaction and collaboration but it might be difficult for more people to use and more clunky than other tools; depending on the need.  
Most library staff does not have the training and support to even understand let alone implement these individual Web 2.0 tools.  This issue is even greater when one considers how much faster technology, and therefore our customers, are changing.  Lawson observed that “Overall, the hallmark of Library 2.0 is rapid response to rapid change, with a premium on customer service and user involvement” (Lawson, p. 20).  Dramatically more development of staff to be able to more effectively interact with customers using Web 2.0 tools is needed. These efforts should be made but the extraordinary costs of this challenge demand that the library community work towards a more efficient system.  The next generation solution must have more integrated functions and be easier for staff to learn and use; resulting in greater chances of adoption in libraries.

A possible solution
This solution should include the functionality provided by the Web 2.0 tools mentioned in this paper to support individual teams, collaboration between teams and with customers.  . The new tool should:
	Store policies, expectations, norms, and guidelines in such a way as to allow management of these documents in the most efficient manner.  This information should be easily shared without re-keying or staff needing to spend time converting the file to another format such as Word to PDF. It should be easily re-packaged in alternative formats such as youtube videos as needed to reach the widest audience possible for the appropriate need.
	Maximize the sharing of information with as many people as possible but recognize there will be times when a select group of individuals should have view and/or edit rights. Functionality like the SHARE-ILL wiki that allows individuals to respond to and contribute new ideas is critical.
	Service commitments and benchmarks should be available for staff and customers to see.
	Include a function that facilitates interaction based on themes such as a wiki as well as “real time” interactive functionality like Instant Messaging. This information should be easily stored in the system in an organized manner to make it easy to connect with the service for a “big picture” view. 
	Support assessment that has both “on the fly” comments as well as more in-depth assessment with all appropriate information easily available for customers and teams to see whenever desired. In addition, the information should be easily mined and associated with other elements of the database for the “big picture” view.
	Customers must be a more integral part of the solution. Features such as customer comments in Amazon need to be incorporated and associated with relevant other aspects of the database.
	The system should be accessible independent of what computer is used like del.icou.ous bookmarks that are accessible anywhere.
	Include functionality or connect with social tools like Facebook and Flickr that support enhancing understandings between teams and customers. Once again, this information should not be independent of other service elements. For example, if outreach is important then photos in Flickr on welcoming activities in the Library should be easily connected with an Outreach Unit Service Quality wiki that promotes sharing of ideas on what the library can do to improve in this area.
	This system is must either include these functions in one system or tightly integrate them with other systems to minimize support, training, and Institutional Technology needs.

Having the technology is not enough.  Libraries must be committed to development of staff and the organization in understanding the possibilities and then support staff in learning and applying these tools. Gibbons comments that “Some information is now easier to obtain from the Web than from a library, but the creation and assimilation of knowledge still require the involvement of people, and academic librarians are perfectly positioned to provide these services”. (Gibbons p. 9)  A next generation system that is easy to learn and use and that efficiently facilitates team activity, interactions with other groups, and customers, in a global setting, results in greater efficiency.  This efficient use of resources that also nurtures a collaborative environment will allow library staff and customers to focus on interacting with each other versus the minutiae of trying to learn and use disparate multiple systems. This can’t help but support generation of new knowledge and enhancing the global community.
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Website examples provided during presentation

Wiki (#1 and #2 not accessible to the general public)
(1)	University of Kansas Libraries Monograph Cataloging and Authorities Unit and 




(3) University of South Florida http://www.lib.usf.edu/public/index.cfm?Pg=KeepingUpWithYouTubeGeneration

del.icio.us ~ access bookmarks from any computer and not be restricted to bookmarks on a specific PC.
(5) Univ. of Georgia Cataloging Department http://delicious.com/catresources/
(6) Univ. of Mich. Health Sciences Libs. http://delicious.com/UMHealthSciencesLibraries (​http:​/​​/​delicious.com​/​UMHealthSciencesLibraries​) 

Chat
(7) Valdosta State University Library  http://www.valdosta.edu/library/ask.php

facebook








(10) State Library of Kansas http://slurl.com/secondlife/Cybrary%20City%20II/35/197/25 (​http:​/​​/​slurl.com​/​secondlife​/​Cybrary%20City%20II​/​35​/​179​/​25​)
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